eas?

Nae-

6 A. Chuck McDonnell has approximately 25. The
7 balance would be in Nina's group.
8 Q. So about a hundred, maybe a little less, are the
9 entry people, the service reps and the order writers?
10 A Yes.
11 Q. Whnere does the completion group fall within this
12 array of personnel?
13  A. They report to Nina Ganoza.
14 Q. So they are in that group of perhaps a little
15 less than a hundred?
16 A Yes.
17 Q. So when the order has gone back to the command
18 center and do they - they put a notation on it?
19 A. No.
20 Q. So they take it, they look to see that the
21 service representative has put a notation on it, and then
22 they forward it on to the completion desk?
23 A Yes.
24 Q. What does the completion desk do?
25 A. They receive the incoming order that's in the
0‘11 2;:Sa\ckage, and they take the package and they file it by
2 completion date. So in this hypothetical scenario, if the
3 due date on this migration is March the 27th, they will
4 file that order in that package in a file that says 27 on
5 it
6 And in the afternoon of the 27th, they will go

7 in and pull that order up in the SORD system to ensure



8 that the order is completed in SORD, which means that it
9 has successfully migrated over to the CLC. And then, they
10 will go in and begin the completion process that |

11 described earlier, where they input the information on the
12 completion screen, send it through CLEO to getiton a

13 batch to get it on the feed via the NDM.

14 Q. Now, the listing change, the Yellow Page

15 listing, the White Page listing, when is that — 1 think

16 earlier, your testimony was that's done after the

17 migration has been accomplished; is that right?

18 A. Uhm-hum.

18 Q. Is that done at the completion desk?

20 A No, itisn't. When the completion information
21 is sent, just before the completion is sent, the process
22 dictates that we enter into the Gateway system the
23 listing. )
24 Q. Let me stop you there. What's the Gateway
25 system?
0127

1 A. The Gateway system is the system that we use to
2 input a listing into the 411 database.

3 Q. Who makes that entry?

4 A. It can be a completions person or it could be a

5 data entry person.

6 Q. What determines who does the entry?

7 A Workioad.

8 Q. And that is only done, the listing alteration is

9 only done after migration -- after the SORD database shows



10 the migration has been accomplished; is that right?

1" A. Yes.

12 Q. And at that point, the completion desk — tell

13 me how this happens.

14 At a certain time during the day, does the

15 completion desk get a run of what SORD shows has been
16 completed? How are they alerted to pull the ones that are
17 done and do some processing of them?

18  A. By the completion files. They work off of the

19 dates for the completion files.
20 Q. Soif today is March 21, the people at the
21 completion desk will take all the packages that had 21 as
22 adue date, and go into SORD to see if it's been
23 completed, or how is that done?
24 A Yes, thatis correct.
25 Q. Well, explain it so | can understand it. Today

011 212 the 21st, and are these things kept in boxes or file

2 folders, how are they maintained?

3

4 A Bothin boxes and file cabinets.

5 Q. Sotoday is the 21, | go to the file cabinet and

6 | pull out a bunch of files that have 21 as the due date.

7 Would | do that at 8:00 o'clock in the morning?

8 A No.

8 Q. What's the process?

10  A. In the afternoon of the 21st and on the 22nd,

11 the day after completion, we go into SORD to verify that



12 the order has successfully migrated over, and once it has

1

w

successfully migrated over, then we enter completion at
14 thattime.

15 Q. What time does the completion desk commence
16 looking for completions for that day?

17 A. They work until 11:00 o'clock at night. They

18 work all the way to 11:00 p.m.

19 Q. Do they start at 2:00 o'clock in the afternoon

20 looking for completions of that day?

21 A. 1don't know the exact time. | know that it's

22 in the afternoon that they begin looking for that day.
23 Q. So then they look, and we have a hypothetical
24 file that's got a due date of March 21, and the completion
25 desk personnel had gotten that presumably what, three days
0‘l1 2egarlier? After they had gone through the whole process,
2 and it's been sitting in a file cabinet or box for three

3 days, it's the afternoon of the 21st. They pull it up,

4 they pull up the file physically, | assume, and they sit

5 down at a screen. Do they have the SORD screen in front
6 of them?

7 A. Yes.

8 Q. What happens if they look at that and it doesn't

9 show a completion?

10 A Then they need to do research to find out why

11 that order has not been completed by the system.

12 Q. How do they do that research?

13 A. They pull up the copy of the order.



14 Q. The physical copy out of the file?

15 A, OQut of the file, and they will go to the SORD

16 system itself because they have to go into the system to
17 see if there's a completion indicator on the order. If

18 there is no indicator, then the SORD order will show an
19 edit, and it will tell the service representative why the
20 order has edited out an error. So that gives the service
21 rep the opportunity to go back into the order, and correct
22 whatever was incorrect, for whatever reason, and get it
23 back into the system so that it can flow through.
24 Q. Is there any processor system in place for that
25 edit to be identified prior to the due date?

011 ¥ A. | believe you would need to check with Nina

2 Ganoza on that.

3 Q. Are you aware of anything?

4 A No, lamnot.

5 Q. Toyour knowledge, there is not — there is no

6 kind of system in place that generates, here is a trouble
7 list, here are all the migration orders for which an edit

8 was produced, whether it was somethiﬁg that doesn't have a
9 due date for two days, or in another day? To your

10 knowledge, there is no such system in place; is that

11 right?

12 A. The SORD system will generate reports. | don't
13 know the names of the reports, but | know that there are
14 several different types of reports that will be generated,

15 depending upon at what cycle the order is in, that will



16 allow us to — the service representatives to work off of
17 the list that says, these orders errored out, so that

18 doesn't allow them to work them prior to that completion.
19 Q. To your knowledge, an inquiry could be made into
20 SORD to say, please generate a list of all the orders that
21 have errored out in the last 6 hours or 12 hours or 24

22 hours?

23 A It's not exactly an inquiry. It's a preset

. 24 command that will automatically generate different types

25 of reports.
0131

1 Q. Is such areport generated within the LISC?
2 A Yes.

3 Q. When are those generated?

4 A. |don'tknow. You need to check with Nina

5 Ganoza.

6 Q. Butit's your understanding that such reports

7 are issued or generated on a regular basis?

8 A Yes, they are.

9 Q. Assuming we are at the completion desk, and the
10 person goes into the SORD system, and they see an

11 indication that the migration has been completed, what is
12 it that the completion desk person does then?

13 A They will go into CLEO, pull up the completion

14 screen and enter the completion information onto the

15 completion screen and send it.

16 Q. 1am trying to figure out, when does the LISC

17 function, when does that occur?



,\)

20 desk might do it?
21 A. Yes.
22 Q. Inotherinstances, because of workload or
23 whatever, they leave it for someone else to do, and then
24 it goes to someone who specializes in doing the listings?
25 A Yes.

0133

1 Q. And the standard is that listing change is done

2 within either the day of the completion or within the —

3 or by the next day?

4 A Yes. It's normally done the day of the

5 completion or within a few days of completion.

6 Q. And then you have described then for us that the
7 entire process that this hypothetical migration order will

8 go through to accomplish the migration and to give notice
9 to the CLC that migration has been accomplished?

10 A The listing person also does E911 input.

11 Q. What do they do for that?

12 A They gointo a separate Gateway system, and they
13 input the E911 information and note the front of the

14 package.

15 Q. is that done solely by the listing person, in

16 every instance, or is it sometimes done by the completion
17 desk?

18 A. It can be done by the completion desk by the

19 listing person or it can be done by the E911 person.

20 Q. Does that bring to a close what happens with

) 21 this migration order?
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1 Q. Do you believe that that approximate number

2 accurately states the number of orders the LISC was

3 capable of processing at that time?

4 A. 1can't agree or disagree with that, because |

5 don't know what the actual capacity was, so | wouldn't be
6 able to agree or disagree.

7 Q. Do you know who Mr. Sinn is?

8 A Yesheis—

] Q. Do you think that he would have sent a lefter to
10 Ms. Collier that incorrectly stated the capacity of the
11 LISC?
12 MR. KOLTO-WININGER: Objection. Lacks

13 foundation; calis for speculation, but go ahead and

14 answer.
15 THE WITNESS: | don't know what his reason was
16 for sending the letter, so | can't answer for him.

17 MR. McDONALD: Q. So you think it's possible
18 that he may have made a mistake in this letter; is that

19 right?
20 MR. KOLTO-WININGER: Objection. Lacks
21 foundation; calls for speculation. Go ahead and answer.
22 THE WITNESS: | wouldn't be able to answer that.
23 MR. McDONALD: Q. So you don't have a clue as
24 to what the LISC capacity was in December of 19967
25 A. No, I don'trecall. That was quite a while ago.
0137

1 1don't recall what it was.

2 Q. Do you know if, at the time, if it was more or



3 less than 1000 orders per day?

4 A ldon't know what the volumes were, so | can't

5 do an estimate.

6 Q. In your role as a business manager for the LISC,
7 you weren't made aware of what the volumes were?

8 A No, lwasn't

g Q Whowas?

10 A Well, | don't know, | don't know who was.

11 Q. You didn't think it was something you should

12 know in your role as a business manager for the LISC?
13 A Atthetime, no.

14 Q. Currently?

15 A. Currently?

16 Q. Isit something you should know, you need to
17 know?

18 A. In my current capacity?

19

. Sure.

21

Q

20 A ltcould be relative.
Q. What's changed between December and currently?
A

22 . In December, | had responsibility for the

23 expedite and escalation group, so my main focus was
24 getting orders expedited through the center for a variety
25 of different reasons. Now, my current role that | just

011 3tgok over is customer care, so | might have more of an
2 interest in knowing what the volumes are in that role.

3 Q. With respect to expedites, wasn't there an issue

4 of attempting to expedite orders ahead of other orders?



5 Is that one of the issues you needed to address?

6 A Yes

7 Q. Wasn't the LISC capacity to handle orders an

8 issue that you needed to be aware of?

9 A. In order to successfully expedite orders, no.

10 Q. So the fact that there may be a backlog of

11 several thousand orders, and the LISC capacity may only be
12 400 orders per day, did not impact upon your ability to

13 escalate certain orders to be expedited through the

14 process?

15 A. No, it did not.

16 Q. Do you see, in the second sentence of that third

17 paragraph on Exhibit 4, it says in part, "We will move to

18 approximately 2000 orders per day by the end of January

19 19977"
20 A Yes.

21 Q. Are you aware if the LISC ever was able to reach

22 a capacity of approximately 2000 orders per day by the end
23 of January?

24 MR. KOLTO-WININGER: You can answer if you know
25 that we never hit that number. You can say yes or no.

011 * THE WITNESS: No.

2 MR. McDONALD: Q. To make sure | understand the
3 answer, does that mean you understand that 2000 orders per
4 day was never reached, or that you don't know?

5 A. Well, maybe | don't understand the question,

6 because 2000 orders per day reached -- this letter says we



7 will move to approximately 2000 orders per day, it doesn't
8 say what we will move o — what does move mean? | don't
9 understand what this sentence —

10 Q. Okay.

11 MR. KOLTO-WININGER: Answer if you know, if we

12 have ever reached 2000 orders per day.

13 THE WITNESS: | do not know the answer to that
14 question.
15 MR. McDONALD: Q. At any point in time, have

16 you been aware of the LISC's capacity?
17 A, inwhat respect?
18 Q. How many orders per day it could process.
18 MR. KOLTO-WININGER: You don't have to be
20 certain as to the exact number. You don't have to give
21 the numbers. That's a yes or no question.
22 THE WITNESS: Yes.
23 MR. McDONALD: Q. When were you aware as to the
24 LISC's capacity?
25 A January, February time frame.
0140
1 Q. in the last month or two?
2 A Yes
3 Q. Areyou aware of the LISC capacity during those
4 time periods, January and February of 18977
5 A Yes
6 Q. And during those time periods, did the LISC ever
7 have the capacity to process approximately 2000 orders per

8 day?



9 A. |don't know the answer to that question.
10 Q. !thought you said that you were aware of the

11 LISC's capacity during January, February of 1997.

12 MR. KOLTO-WININGER: At various times orin
13 every day -

14 MR. McDONALD: I'm sorry?

15 MR. KOLTO-WININGER: Objection. Vague as to
16 time.

17 MR. McDONALD: Q. In January and February of
18 1997.

19 MR. KOLTO-WININGER: Off the record.

20 (Discussion off the record.)

21 MR. CHANG: Ms. Long, during the time period

22 that you knew what the LISC capacity was in February and
23 January of 1997, did the LISC ever reach 2000 orders per

24 day processing, yes or no?

25 MR. KOLTO-WININGER: Did it ever exceed that, as
0141

1 far as you know?

2 THE WITNESS: | don't know.

3 MR. KOLTO-WININGER: The answer is no, then you
4 don't know.

5 MR. CHANG: That's not what | asked. | didn't

6 ask if she knew it.

7 MR. KOLTO-WININGER: The answer is no.

8 MR. CHANG: Did the LISC, during 1997, January
9 or February, ever process 2000 orders a day?

10 MR. KOLTO-WININGER: Let's go off the record for



1 asecond.

12 MR. McDONALD: Off the record.
13 (Discussion off the record.)
14 MR. CHANG: In January and February 1997, did

15 the LISC ever process 2000 orders a day?

16 THE WITNESS: | don't know.
17 MR. KOLTO-WININGER: You can't ask it that way.
18 MR. McDONALD: The question has been asked and

19 it's been answered, so —

20 MR. KOLTO-WININGER: That's fine. You will get

21 a better answer if you ask it the other way.

22 MR. McDONALD: Maybe an accurate answer.

23 MR. KOLTO-WININGER: | am assuming we are here

. to get that, but -

25 MR. McDONALD: Do you have Exhibit 67
0142

1 MR. KOLTO-WININGER: Yeah, I think | do.
2 MR. McDONALD: Q. If you could look at the

3 third paragraph on the first page, the last paragraph, and

4 this is a three-page letter dated December 13th, 1996,

5 from Thomas O. Moulton, Junior, to the Honorable Reed E.
6 Hundt, H-u-n-d-t.

7 Have you had a chance to at least read that

8 third paragraph on Page 1 of Exhibit 67

9 A Yes.

10 Q. Do you see, in the second sentence, it reads,

11 "We now will be prepared to handle 2000 orders per day by

.- Yyear's end and 4000 orders a day by the end of January



15 | would suggest — we are going to have her come back in a
16 week, and it's certainly going to be an issue, and I'd

17 like to get it resolved before we resume.

18 MR. KOLTO-WININGER: | think we should resolve
19 it between now and then, | agree. | even think there is a
20 better witness to answer it, but | agree that if we

21 resolve it by then, you should ask Ms. Long those

22 questions. | would request that we engage Sprint in this
23 discussion, so that we are not seen as disclosing any

24 information that's confidential to Sprint.

25 MR. CHANG: Is it your position that we need to
011494et the other 60 odd CLCs involved also?

2 MR. KOLTO-WININGER: No, | think you are being
3 facetious, but if we get down to Sprint, we will probably

4 be taking care of at least the three in the long distance

5 market. .

6 MR. CHANG: | just want to ascertain your

7 position. We have a habit of ascertaining our thoughts,

8 especially mine, so | want to find out from you.

9 MS. LEE: Your position is that if Sprint agrees

10 to have the number of orders processed per day at the LISC
11 disclosed on the record, then you will instruct Ms. Long
12 to answer the question?

13 MR. KOLTO-WININGER: My position is that that is
14 the minimum necessary, and | believe we shouid discuss
15 this off the record and discuss this off line, and find

16 out if we can get to a reasonable solution.



17 And | am willing to be the first to say, let's

18 take this to the commission if we can't resolve it. So

19 that at least we will be ordered to cough up that number,
20 and so that we won't violate proprietary information

21 needlessly.
22 MS. LEE: | want to find out your position on

23 the record. What's your real position?
24 MR. COLTO-WININGER: | need to discuss this with
25 people at Pacific Bell. | know that that is the minimum
0‘lmnsecessary condition, because they are the big three

2 carriers for long distance. So in my mind, that's a

3 minimum necessary condition, and | know we don't even have
4 that today.

5 And | would prefer, at some point, if we do have

6 a disagreement and we end up taking the position that

7 that's not sufficient, | would prefer to be ordered by the

8 commission to, even through an informal discussion with
9 Judge Walker, to be told to disclose numbers, so that we
10 aren’t seen as violating anybody else's confidential

11 proprietary information.

12 MS. LEE: Allright. We can go off the record.

13 MR. CHANG: Due to the witness' undisclosed and
14 unforeseen inability to stay for the full day, we are

15 going to suspend the deposition for her convenience until

16 next Friday.

17 And you understand that it will be a full day,

18 Ms. Long?



19 THE WITNESS: Yes, | do.

20 MR. CHANG: Thank you.

21 MS. LEE: What time are we reconvening?

22 MR. CHANG: At 9:30.

23 (Whereupon, the proceedings were adjourned

24 at2:45p.m.)
25 —~ 000 —
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1 - {Record read.)

2 MR. KOLTO-WININGER: Why don't you go ahead and
3 pick up that answer, and just in terms of aggregate, if

4 you know.

S THE WITNESS: Idon't know. I just know that we

6 began receiving a very large amount of orders, and I

7 remember that it was like the very beginning of October.

8 MR. McDONALD: Q. Do you know if the orders

9 that were being received in the beginning of October

10 exceeded 1000 orders per day?

11 A. No, I don't know the answer to that.

12 Q. Do you know if it was less than a thousand or

13 more than a thousand?

14 A. No, [ don't.

15 Q. Do you know if it was more than 20007

16 A, No.

17 Q. So it could have been more than 2000 per day?

18 A. Idon't know what the volumes were, so I can't

19 answer that. [ don't know. I only know what I saw. 1

20 don't know what the numbers were.

21 MR. KOLTO-WININGER: Why don't you explain that
22 just so they have some light.

23 THE WITNESS: We have five fax machines in

24 hunting with 500-page memory, and every fax machine was
3?712naxed out to the point where we had to shut them off at

1 5:00 o'clock. We had to hire an individual to monitor the

2 fax machines and keep taking the paper off of the



3 machines, because if they didn't, paper would overflow.

4 An& that individual would literally, every

5 couple of minutes take and empty one machine, and take it
6 to the command center, and grab more and take it to the

7 command center. And it was a full-time job that kept one

8 individual busy, just taking paper and stacks off of the

9 fax machine all day from 8:00 to 5:00.

10 MR. KOLTO-WININGER: So you are saying that's
11 your perspective of what the volume increased?

12 THE WITNESS: Yeah. And to go from one fax

13 machine in September to five fax machines with 500 pages
14 of membry, and an individual that had to monitor those

15 machines all day long, and keep feeding more and more and
16 more paper into them all day long, when each order, it's

17 important to note, is anywhere from six to nine pages

18 long, so I visually saw literally stacks of paper.

19 MR. McDONALD: Q. And when the paper came in,
20 it was then brought to the command center, and there were
21 some -- the LTD wasn't in place in October, but there was
22 some system for trying to track the orders?

23 A, Yes, yes, there was a system.

24 Q. And that system did not allow you, on a daily

25 basis, to know what the number of orders had been received
01l 7131 the prior day or the prior week?

2  A. Correct.

3 Q. Youdidn't think it was necessary to know that

4 for your position at the LISC?

5 A. For me in particular at that time, no, it was
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